
Verizon Communications Inc. 

Section 272 Biennial Agreed-Upon Procedures Report 
For the Period January 3,2005 to January 2,2007 

Volume 3 



Attachment A - 4 
Objective VIII, Procedure 4 - Linear Graphs 

Table of Contents 

Connecticut (“CY) 
Average Time of PIC Change - 2005 and 2006 .................................................................. 1 

Delaware (‘‘DE’) 
......................... 2 

Firm Order Confirmation Response Time - 2006 ............................................................... 4 
6 

Percent Installation Appointments Met - 2006 ........................................................ 
New Installation Trouble Report Rate - 2005 
New Installation Trouble Report Rate - 2006 

Failure Ratemrouble Report Rate - 2006 
Average Repair IntervaVMean Time to Restore - 2005 ................................. 
Average Repair IntervaVMean Time to Restore - 2006 

Firm Order Confirmation Response Time - 2005 

Percent Installation Appointments Met - 2005 .................................................................... 

Failure Ratenrouble Report Rate - 2005 .......... ................... 14 

Average Time of PIC Change - 2005 and 2006 ................................................................... 

Firm Order Confirmation Response Time - 2005 ............................................................... 23 
Firm Order Confirmation Response Time - 2006 ............... 
Percent Installation Appointments Met - 2005 
Percent Installation Appointments Met - 2006 ... 
New Installation Trouble Report Rate - 2005 ................................. 
New Installation Trouble Report Rate - 2006 ................... 
Failure Ratemrouble Report Rate - 2005.. .. 
Failure Ratemrouble Report Rate - 2 
Average Repair Intervamean Time to 

Average Time of PIC Change - 2005 

Maine (“ME”) 

....................... 21 
.................................................. 29 

............... 35 
.................................. 31 

.................... 
Average Repair IntervaVMean Time to 

............................................... 43 

Maryland (‘‘MD”) 
Firm Order Confirmation Resoonse Time - 2005 ............................................................... 44 
Firm Order Confirmation Response Ti 
Percent Installation Appointments Met - 2005 

New Installation Trouble Report Rate - 2006 

................ 46 
............................................... 48 

Percent Installation Appointments Met - 2006 ................................... 
New Installation Trouble Report Rate - 2005 .......... 

Failure Ratemrouble Report Rate - 2005 
Failure Ratemrouble Report Rate - 2006 
Average Repair Intervamean Time to Restore - 2005 

Average Time of PIC Change - 2005 an 

......................................... 54 

Average Repair IntervaVMean Time to Restore - 2006 ................................ 62 

I Other Connecticut performance measures are included with New York 



Attachment A - 4 
Objective VIII, Procedure 4 - Linear Graphs 

Table of Contents - continued 

Massachusetts (“MA”) 
Firm Order Confirmation Response Time - 2005 .................. 
Firm Order Confirmation Response Time - 2006 ................................................... 
Percent Installation Appointments Met - 2005 
Percent Installation Appointments Met - 2006 
New Installation Trouble Report Rate - 2005 ......................... 
New Installation Trouble Report Rate - 200 
Failure Ratemrouble Report Rate - 2005.. , 

Average Repair IntervaVMean Time to Restore - 2005. ............ 
Average Repair IntervaliMean Time to Restore - 2006.. ..... 

Failure Ratenrouble Report Rate - 2006.. .. 

Average Time of PIC Change - 2005 and 2006 ....................................................... 

New Hampshire r N H )  
Firm Order Confirmation Response Time - 2005 ............................................................... 86 
Firm Order Confirmation Response Time - 2006 ............................................................... 88 
Percent Installation Appointments Met - 2005 
Percent Installation Appointments Met - 

New Installation Trouble Report Rate - 2006 
Failure Ratenrouble Report Rate - 2005 
Failure Raternrouble Report Rate - 2006 
Average Repair IntervaliMean Time to 
Average Repair IntervaliMean Time to 

New Installation Trouble Report Rate - 2005. .................... 

Average Time of PIC Change - 2005 and 2006 ..................... ................ 

New Jersey (“NJ”) 
Firm Order Confirmation Response Time - 2005 ............................................................... 107 
Firm Order Confirmation Response Time - 2006 ............................................................... 109 
Percent Installation Appointments Met . 2005 ....................... 
Percent Installation Appointments Met . 2006 ...... ......................................... 113 
New Installation Trouble Report Rate - 2005 
New Installation Trouble Report Rate - 2006 ....................... 

Average Repair IntervaliMean Time to Restore - 2005.. ..... 

Average Time of PIC Change - 2005 and 2006 

................. 
............. 

Failure Ratemrouble Report Rate - 200 
Failure Ratemrouble Report Rate - 2006 

Average Repair IntervaVMean Time to 
........................ 



Attachment A - 4 
Objective VIII, Procedure 4 - Linear Graphs 

Table of Contents - continued 

New York (“NY”) 
Firm Order Confirmation Response Time - 2005 ................................................................. 128 
Firm Order Confirmation Response Time - 2006 ............................................................... 130 
Percent Installation Appointments Met - 2005. 
Percent Installation Appointments Met - 2006 
New Installation Trouble Report Rate - 2005 
New Installation Trouble Report Rate - 2006 
Failure RateRrouble Report Rate - 2005.. . . . 
Failure Ratemrouble Report Rate - 2006.. .. . . . . . . . . 
Average Repair IntervaIMean Time to Rest 
Average Repair Interval/Mean Time to Restore - 2006.. , . , _ _ .  . . _ _ _ _ .  . _ _ _ .  _ .  _ _ _ .  _ _ _  . _ .  _ .  _ _ _ .  __._ 146 
Average Time of PIC Change - 2005 and 2006 ................................................................... 148 

Pennsylvania - (“P.4’2 
Firm Order Confirmation Response Time - 2005 ............................................................... 149 
Firm Order Confirmation Response Time - 2006 ............................................... 
Percent Installation Appointments Met - 2005 
Percent Installation Appointments Met - 
New Installation Trouble Report Rate - 
New Installation Trouble Report Rate - 2006 
Failure RateRrouble Report Rate - 2005 
Failure Ratenrouble Report Rate - 200 
Average Repair Intervamean Time to 
Average Repair Intervamean Time to Restore - 2006 
Average Time of PIC Change - 2005 and 2006 

Rhode Island (‘‘RI”) 
Firm Order Confirmation Response Time - 
Firm Order Confirmation Response Time - 2006 ............... 
Percent Installation Appointments Met - 2005 
Percent Installation Appointments Met - 20 
New Installation Trouble Report Rite - 20 

Failure Ratemrouble Report Rate - 2005. .. . . .. . . . . .. . .. . .. . .. . .. . .. ... . ... .. . . .. . . . ... .. . .. 
Failure Ratemrouble Report Rate - 2006.. . . 
Average Repair IntervaVMean Time to R 
Average Repair IntervaVMean Time to R 
Average Time of PIC Change - 2005 and 2006 ...................... 

........................................... 161 

.................................. 169 

New Installation Trouble Report Rate - 2006 ......................................... 180 



Attachment A - 4 
Objective VIII, Procedure 4 - Linear Graphs 

Table of Contents - continued 

Vermont (“VT”) 
Firm Order Confirmation Response Time - 2005 ................................................................ 191 
Firm Order Confirmation Response Time - 2006 ............................................................... 193 
Percent Installation Appointments Met - 2005 ... 
Percent Installation Appointments Met - 2006 ............................................. 
New Installation Trouble Report Rate - 2005 ........................................................... 199 

..................... 201 
Failure Ratemrouble Report Rate - 2005.. . 
Failure RateRrouhle Report Rate - 2006 ..... . . . .. . . . . ... . . ... . _ _ _ .  . . _ _ _ .  . . ._ .  . _. . 
Average Repair IntervaUMean Time to Res 
Average Repair IntervaVMean Time to Re 
Average Time of PIC Change - 2005 and 2006 

New Installation Trouble Report Rate - 2006 

Virginia ( “ V A )  
Firm Order Confirmation Response Time - 2005 ............................................................... 212 
Firm Order Confirmation Response Time - 2006 214 
Percent Installation Appointments Met - 2005 ..................................................... 216 
Percent Installation Appointments Met - 2006 .................................................................... 21 8 

220 
222 

Failure Ratemrouble Report Rate - 2005.. ._.  . . _ _ _ .  _ .  . ._ .  . , . , , .__ ,  .. ... , ... , , , . , , , , . .. , , , , .. , , , . .. 224 
Failure Ratemrouble Report Rate - 2006 
Average Repair IntervaVMean Time to 
Average Repair IntervaUMean Time to 
Average Time of PIC Change - 2005 and 2006 ........ 

Washington. D.C. (‘‘DC”) 
Firm Order Confirmation Response Time - ZOO5 .................................................................. 233 
Firm Order Confirmation Response Time - 2006 235 
Percent Installation Appointments Met - 2005 .................................................................... 237 
Percent Installation Appointments Met - 2006 
New Installation Trouble Report Rate - 2005 __.__.__.__. 
New Installation Trouble Report Rate - 2006 ...................................................................... 243 
Failure Ratemrouble Report Rate - 2005 
Failure Raternrouble Report Rate - 2006 
Average Repair IntervaIMean Time to Restore - 2005.. . . ... . .. . .. ... . ... . . . .. . . . . .. . ............ 249 
Average Repair IntervaIMean Time to Restore - 2006 
Average Time of PIC Change - 2005 and 2006 

New Installation Trouble Report Rate - 2005. 
New Installation Trouble Report Rate - 2006 _.__.__.__.__._.__.__.__...._. 

__.._._.._..__._____......... 232 



Attachment A - 4 
Objective VIII, Procedure 4 - Linear Graphs 

Table of Contents - continued 

West Virginia (“WV”) 
Firm Order Confirmation Resoonse Time - 2005 ............................. ............. 254 
Firm Order Confirmation Response Time - 2006 .................... 

New Installation Trouble Report Rate - 2005 ................................................ 

Failure Raternrouble Report Rate - 2006.. .. 

Average Time of PIC Change - 2005 and 2006 

256 
Percent Installation Appointments Met - 20 
Percent Installation Appointments Met - 2006 

New Installation Trouble Report Rate - 20 
Failure Ratenrouble Report Rate - 2005.. 

Average Repair Intervamean Time to R 
Average Repair IntervalMean Time to Restore - 2006. ......................................... 272 

.................. 274 








































